2/7 



clock 



RAM ^ 



1 



Queue 



ROM 



CPU 





COMM 




Port^ 



Customer Account database 



5iy 



Call Database 



Attendant Database 



Call handling Process 

30 



To Attendant 
Console 

t " 



Attendant 

Interface 



IVRU 

Interface . 



-► To IVRU 



External 

Network 
Interface 



Caller places a call to Call Center 

300 



Information associated with the call is 

forwarded to PBX 



302 




Message is played to caller with greeting, 
estimate of hold time and options for 

managing hold position 306 



Caller selects "pause hold" option for 

positions 



308 






r 


Convert to "paused" status 

312 






r 






To Fieri I re 3h 





paused hold status eviciS> 
3ii 






Fig. 3c 



AUS920010776US1 



From Fig. 3 a 




£3 

m 
ill 
I- 



No 



Reinstate paused hold status 
324 



a 

m 
I- 

y 

C3 



W1 



oO 



XYZ Service Hold Queue Menu 



' Get Hold information; press or enter 1 

Current people on hold: 40 
Average time in hold queue: 70 mins 

Consultants on Duty; 5 

Average time per call occur a person is reached: 10 mins. 
Your position: 25 

Your Estimated wait time: 125 mins. 
Time Left to Close of Business; 240 mins 

Your token is: 12930ul032 
Your time on hold: 1 min. 

Our Online Web Site Link; www.service.com 

Press 8 for more options 
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Pause hold status: press or enter 2 and the amount of time you wish to 

pause 

Reinstate hold status: press or enter # 
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